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Know  Your  Rights! 

You  have  chosen  to  fly  through  Logan 
International  Airport,  and  we  hope  you  have 
a  perfectly  uneventful  flight  —  no  delay  no 
overbooked  plane,  no  lost  luggage.  But  in 
this  competitive  era  of  airline  deregulation  air 
travel  can  be  confusing,  and  when  problems 
do  arise,  they  sometimes  can  be  difficult  to 
resolve,  unless  you  know  your  rights.  That's 
the  reason  for  this  booklet. 

Now  in  its  fourth  printing,  the  New  England 
Air  Travelers'  Bill  of  Rights  arms  you  with 
your  rights.  Rather  than  give  passengers  with 
problems  the  phone  number  of  a  reservations 
center  in  Omaha,  Nebraska,  this  booklet  pro- 
vides helpful  hints,  straight  facts,  and  useful 
phone  numbers  for  anyone  who  is  faced  with 
a  problem  and  needs  to  reach  the  appropriate 
airline  for  answers. 

And  in  response  to  the  many  requests  for 
cissistance  that  Massport  has  received  from 
air  travelers  who  experienced  problems  with 
charter  airlines,  this  booklet  contains  an 
expanded  section  on  tour  packages  and 
charter  flight  operations  —  which  operate 
independently  from  regularly  scheduled 
airlines,  and  are  subject  to  separate 
rules  and  regulations. 

Although  many  airlines  have  their  own  pas- 
senger assistance  programs,  Massport  wants 
you  to  have  the  facts  before  you  encounter  a 
problem.  In  this  booklet  you  will  find  informa- 
tion about: 

•  federal  regulations  that  protect  your  rights; 

•  refund  policies; 

•  hints  on  saving  time,  money,  and  avoiding 
aggravation  when  you  travel. 

We  hope  you  find  this  information  useful. 
For  additional  copies  stop  by  our  informa- 
tion booths  in  terminals  A,  C,  and  E,  contact 
Massport's  Public  Affairs  Department  at 
(617)  973-5600,  or  write  to  Massport  at 
Ten  Park  Plaza,  Boston,  MA 02116-3971. 

Wishing  you  a  pleasant  and  uneventful 
journey, 


Patrick  B.  Moscaritolo 
Director,  Logan  Airport 
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Scheduled  Airlines 


The  following  will  familiarize  you  with  the 
most  common  airline  problems  and  your  rights 
as  an  air  traveler  The  only  uniform  rules  which 
apply  to  all  the  scheduled  airlines — and  enforced 
by  the  U.S.  Department  of  Transportation  — 
cover  the  issues  of  overbooking,  baggage 
limits,  and  no -smoking  regulations. 

Other  consumer  concerns — fares,  delays, 
cancellations,  reconfirmation  and  check- in 
guidelines,  baggage  liabilities,  refunds— vary 
by  airline.  Your  rights  are  limited  and  defined 
by  the  terms  of  the  contract  you  make  with 
an  airline  when  you  buy  your  ticket 
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Booking  Your  Flight 


Save  Time... 

Air  travelers  can  compare  fares  and  the  on- 
time  performance  of  major  airlines.  Since 
December  1987,  the  U.S.  Department  of 
Transportation  flight- by-flight  ratings  on 
airline  delays  are  listed  in  the  computers  of 
airline  ticket  agents  and  travel  agents.  Indi- 
vidual flights  are  rated  on  a  scale  of  0-9, 
representing  the  percentage  of  times  the 
flight  previously  took  off  or  landed  on 
schedule.  Travelers  should  take  the  time 
when  booking  air  travel  to  ask  the  airline 
or  travel  agent  to  check  a  flight  number 
for  its  most  recent  delay  rating. 

...And  Money 

•  Book  flights  early  to  improve  your  chance  of 
a  discount  fare.  Generally,  U.S.  carriers  limit 
the  number  of  discount  seats. 

•  The  cheapest  fare  is  not  always  the  "best 
bargain."  An  agent  may  quote  you  the  lowest 
fare  for  a  certain  route  on  a  certain  day,  but 
there  may  be  an  even  cheaper  fare  if  you  are 
willing  to  travel  off  -  peak,  a  day  earlier  or  a  day 
later.  If  your  plans  are  flexible,  ask  for  a  flight 
with  the  lowest  promotional  fare. 

•  Fly  off-peak  hours.  Lower  fares  are  usually 
available  when  you  fly  at  less  busy  times  — 
midday,  midweek,  late  night,  Saturday  after- 
noon, or  Sunday  morning. 

•  Most  major  airlines  offer  travel  advantages 
for  senior  citizens.  Special  multiple  ticket  incen- 
tives and  discounted  fares  exist.  You  may 
have  to  pay  a  small  registration  fee  to  join 

the  airline's  "senior  citizen"  club. 

•  Ask  about  fares  with  alternate  routings.  Many 
times  fares  are  less  expensive  if  you  make  a 
connecting  flight  or  take  a  one-stop  flight 
rather  than  a  nonstop  flight. 

•  Remember  Saturday  night.  For  the  lowest 
fares  many  U.S.  airlines  require  that  pas- 
sengers stay  over  at  least  one  Saturday  night. 

•  Look  for  discounters,  known  in  the  industry 
as  consolidators.  They  generally  advertise 
with  small  ads  in  the  back  pages  of  Sunday - 
newspaper  travel  sections.  They  buy  the 
airlines'  slow-to-sell  tickets  in  volume  and 
resell  them  to  consumers  at  rock- bottom 
prices.  Restrictions  apply,  but  overall,  they're 

a  good  buy.  : 


The  Right  Ticket: 

Your  Contract  With  the  Airlines 

With  the  deregulation  of  the  airline  industry  in 
1978,  the  federal  government  no  longer  over- 
sees most  relationships  between  the  airlines 
and  passengers. 

Your  rights  are  limited  and  defined  by  the 
terms  of  the  contract  you  make  with  an 
airline  when  you  buy  your  ticket. 

For  domestic  travel,  an  airline  may  provide  all 
of  its  contract  terms  on  or  with  your  ticket  at 
the  time  you  buy  it.  Many  small  "commuter" 
carriers  also  use  this  system.  Others  may  not 
give  passengers  a  copy  of  all  their  rules  with 
the  ticket.  These  airlines  "incorporate  terms 
by  reference"  by  maintaining  a  separate  docu- 
ment which  you  may  review  upon  request.  If 
an  airline  elects  to  "incorporate  by  reference" 
it  must  provide  conspicuous  written  notice 
with  each  ticket. 

The  rules  which  require  airlines  to  disclose  con- 
tract terms  for  domestic  flights  do  not  apply 
to  international  flights.  For  international  travel, 
airlines  are  required  to  file  "tariff  rules"  which 
explain  their  policies.  Each  airline  must  keep 
a  copy  of  these  rules  at  its  airport  and  ticket 
offices.  You  have  a  right  to  examine  these 
rules,  and  you  are  generally  bound  by  them, 
whether  or  not  you  actually  receive  them. 
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Basic  Questions  to  Ask: 

Fares: 

Is  the  price  guaranteed  or  will  it  change  from 
the  time  of  purchase  to  the  time  of  departure? 
Are  there  cancellation  penalties?  Are  there 
specific  restrictions  on  refunding?  Are  there 
additional  charges  if  the  ticket  has  to  be 
rewritten  or  if  the  ticket  is  lost? 

Delays  and  Cancellations: 

What  will  the  airline  do  if  my  flight  is  can- 
celled? Will  I  be  booked  on  the  next  available 
flight,  and  if  so,  will  it  be  at  no  extra  cost? 
What  will  the  airline  do  if  I  miss  a  connection 
because  of  a  delayed  flight?  Will  it  book  me 
on  its  next  flight  to  my  destination  or  another 
airline's  flight?  Will  the  airline  pay  for  accom- 
modations and/or  provide  reimbursement  for 
meals  if  my  flight  is  cancelled  or  if  I  miss  a 
connection? 

Reconfirmation  and  Check  In: 

If  I  don't  reconfirm,  will  I  lose  my  reservation? 
What  are  check-in  time  requirements?  If  I  am 
not  at  the  gate  more  than  10  minutes  before 
scheduled  departure,  will  my  reservation  be 
cancelled? 

Baggage: 

Is  the  airline  liable  for  any  fragile  items  I  check 
separately?  When  luggage  is  damaged  will  the 
airline  pay  for  commonly  carried  items  such  as 
eyeglasses  and  cameras? 
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Playing  by  the  Rules: 
Your  Rights  as  a  Passenger 

The  U.S.  Department  of  Transportation  has 
issued  a  number  of  consumer  protection 
regulations  which  apply  to  all  passengers 
on  domestic  airlines. 

Overbooking: 

Because  travelers  rarely  cancel  their  reser- 
vations, overbooking  scheduled  flights  is  a 
common  practice  in  the  airline  industry,  and 
passengers  are  sometimes  left  behind  or 
"bumped"  as  a  result.  The  rules  require  airlines 
to  compensate  passengers  who  are  bumped 
from  a  flight  due  to  overbooking. 

Piectse  remember  to  cancel  your  reservations 
if  your  plans  change.  This  will  help  reduce 
overbooking  problems. 

Voluntary  Bumping 

Airlines  must  ask  for  volunteers  before  bump- 
ing any  passengers.  If  you  volunteer,  you  are 
entitled  to  compensation,  usually  a  free  ticket. 
However,  the  Department  of  Transportation 
has  not  said  how  much  money  an  airline  must 
pay  volunteers,  and  airlines  do  negotiate  with 
their  passengers  for  mutually  acceptable  terms. 

Involuntary  Bumping 

If  you  do  not  volunteer  and  are  still  bumped, 
the  airline  must  put  you  on  its  next  available 
flight. 

•  Most  airlines  will  choose  the  passengers  to  be 
bumped  involuntarily  on  a  "last  at  the  gate, 
first  bumped"  basis; 

•  If  you  are  bumped  involuntarily  and  the  airline 
books  you  on  a  flight  which  arrives  within  one 
hour  of  your  original  arrival  time,  you  receive 
no  compensation; 

•  If  you  are  bumped  involuntarily  and  the  airline 
gets  you  to  your  destination  more  than  one 
hour  but  less  than  two  hours  after  your  sched- 
uled arrival  (four  hours  on  international  flights), 
you  will  receive  an  amount  equal  to  the  one- 
way fare  of  your  oversold  flight,  up  to  $200; 
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•  If  you  are  bumped  involuntarily  and  arrive 
more  than  two  hours  late  (more  than  four 
hours  on  international  flights),  you  will  receive 
an  amount  equal  to  twice  the  one-way  fare  of 
your  original  flight,  up  to  $400. 

•  Federal  regulations  give  airline  passengers 
who  are  bumped  from  overbooked  flights 
the  option  of  turning  down  the  free  tickets 
or  monetary  compensation  they're  offered 
and  suing  for  damages  under  state  law. 

HINT: 

Experience  suggests  that  in  most  instances 
passengers  will  do  better  to  accept  the  tickets 
or  compensation  than  to  litigate  the  issue. 

An  Airline  is  Not  Required 
to  Compensate: 

When  the  following  circumstances  occur  on 
flights  that  are  not  deliberately  overbooked, 
an  airline  need  not  pay  you  compensation: 

•  If  you  are  bumped  because  you  are  not  at  the 
gate  by  the  airline's  check- in  deadline; 

•  If  the  flight  is  cancelled ; 

•  If  it's  an  international  flight  bound  for  the 
United  States; 

•  If  the  airline  substitutes  a  smaller  aircraft  for 
operational  or  safety  reasons; 

•  If  the  flight  involves  an  aircraft  with  60  seats 
or  less. 

HINT: 

The  best  way  to  avoid  being  bumped  is  to  check 
in  early.  Check- in  deadlines  vary,  but  most  airlines 
designate  10  minutes  before  the  scheduled  depar- 
ture time.  However,  check- in  for  international 
flights  may  be  as  long  as  90  minutes  before 
departure.  Be  sure  to  check  ticketing  and  gate 
arrival  deadlines  with  your  airline. 

HINT: 

Having  your  boarding  pass  in  advance  does  not 
guarantee  that  you  will  not  be  bumped.  You  must 
still  check  in  at  least  10  minutes  before  flight  time. 
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Cancelled  Flights 


Airlines  do  not  guarantee  their  schedules  and 
they  reserve  the  right  to  postpone  or  cancel 
any  flight  without  prior  notice.  There  is  no  fed- 
eral requirement  that  the  airlines  compensate 
a  person  whose  flight  has  been  cancelled. 
Flights  may  be  cancelled  for  any  number  of 
reasons,  including  the  availability  of  flight 
crews  or  for  weather  or  operational  reasons. 
The  policy  for  handling  passengers  on  can- 
celled flights  will  depend  on  the  airline  and 
the  reason  the  flight  is  cancelled.  If  you  are 
on  a  flight  that  is  cancelled,  you  should  inquire 
about  the  airline's  policy,  especially  if  the  can- 
cellation is  not  related  to  weather. 

Airlines  will  often  arrange  alternate  trans- 
portation on  the  next  available  flight  to 
your  destination.  Federal  rules  don't  specify 
whether  an  airline  must  book  you  on  its  next 
flight,  or  on  another  airline's  flight  that  leaves 
sooner.  If  you  have  a  discount  fare,  the  airline 
may  choose  to  book  you  only  on  its  next  flight. 

HINT: 

If  you  are  going  to  be  stranded  for  a  long  period, 
or  overnignt,  ask  the  airline  for  money  or  vouchers 
for  expenses  such  as  hotel,  meals,  and  ground 
transportation.  If  you  are  refused,  keep  your 
receipts  and  write  the  airline  consumer  affairs 
office  when  you  return  home.  This  should  increase 
your  chances  of  being  reimbursed. 
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Lost,  Damaged,  or  Delayed  Baggage 


If  your  bags  are  delayed,  lost  or  damaged  on 
a  domestic  flight,  the  liability  limit  is  $1 ,250 
per  passenger  (not  per  lost  bag)  on  all  flights 
on  large  aircraft  (over  60  seats).  This  rule  cov- 
ers flights  on  smaller/commuter  aircraft  which 
are  written  on  the  same  ticket  and  connect 
with  flights  on  large  aircraft.  However,  this 
rule  does  not  apply  to  commuter  flights  alone. 

•  One  thousand  two  hundred  fifty  dollars 
($1 ,250)  is  the  most  the  airline  will  pay  to 
settle  a  claim  for  all  baggage,  no  matter 
how  great  your  loss. 

•  Airlines  will  pay  a  depreciated  value  only,  not 
purchase  or  replacement  costs.  In  addition, 
airlines  usually  pay  far  less  than  the  $1,250, 
and  the  passenger  must  prove  the  loss.  If  your 
bag  never  turns  up,  the  airline  will  request  a 
notarized  list  of  everything  that  was  in  it,  with 
each  item's  age  and  original  cost.  (Don't  for- 
get the  cost  of  the  suitcase  itself.)  You  might 
also  have  to  produce  sales  slips  or  invoices  for 
your  lost  belongings. 

On  international  flights  your  protection  is  less, 
even  if  the  airline  is  a  U.S.  flag  carrier.  Under 
the  provision  of  a  60-year-old  treaty  called 
the  Warsaw  Convention,  airline  liability  is 
restricted  to  the  price  of  gold  in  French  francs 
in  1929  -  about  $9.00  per  pound,  or  $360.00 
per  40- pound  bag. 

HINT: 

Some  airlines  offer  "excess  valuation  coverage" 
which  may  be  purchased.  This  coverage  will 
increase  their  liability  for  your  baggage  above 
$1,250.  You  may  also  purchase  baggage  insurance 
at  many  airport  insurance  counters  to  cover  loss  of 
your  bags,  not  only  when  they  are  in  the  airline's 
custody,  but  throughout  the  course  of  your  trip. 

HINT: 

To  guard  against  lost  or  delayed  baggage,  it's  wise 
to  pack  valuable  items,  including  prescription 
medicines,  in  your  carryon.  Airlines  accept  no 
liability  for  jewelry,  furs,  cash,  or  more  than  one 
camera  packed  in  a  bag.  And  hold  on  to  your  bag- 
gage stub  —  it's  your  only  proof  that  your  missing 
Bag  exists. 

HINT: 

The  Federal  Aviation  Administration  (FAA)  has 
recommended  that  no  more  than  two  (2)  carryon 
items  be  allowed  per  person  on  an  aircraft.  All 
must  fit  under  the  seat  or  in  the  overhead  storage 
compartment.  For  individual  flights,  airlines  may 
change  the  policy  depending  upon  certain  condi- 
tions (for  example,  during  holiday  travel  times, 
carryon  may  be  limited  to  one  per  person).  9 


Ticket  Refunds 


Airlines  must  refund  the  cost  of  unused 
tickets,  except  those  designated  as  non- 
refundable tickets.  Today  there  are  many 
more  nonrefundable  and  partially  refund- 
able discounted  tickets  on  the  market. 

For  the  quickest  refund,  charge  your  ticket. 
Airlines  process  credit  card  requests  within 
seven  business  days.  Cash  or  check  refund 
requests  must  be  processed  within  20  busi- 
ness days.  There  is  a  time  limit  of  one  year 
on  refunds. 

HINT: 

Many  discount  tickets  carry  penalties  for  cancel- 
ling or  changing  flights.  Review  the  refund  policy 
carefully  prior  to  purchasing  a  ticket. 

Lost  Tickets 

A  ticket  is  like  cash.  If  the  ticket  is  lost,  you 
must  complete  special  forms  provided  by  your 
airline.  There  may  be  an  administrative  han- 
dling fee  charged  by  the  airline  for  researching 
and  processing  the  refund  —  which  may  take 
up  to  three  months. 

No  Smoking 

Effective  February  25, 1990,  the  Department 
of  Transportation  (DOT)  banned  smoking  on 
all  scheduled  U.S.  airline  domestic  flights  of  six 
hours  or  less.  "Domestic"  means  all  flights 
between  and  among  U.S.  territories  and  pos- 
sessions as  well  as  the  "states."  Smoking  is 
also  prohibited  on  foreign  carriers  flying 
between  two  U.S.  cities  in  less  than  six  hours. 
Cigar  and  pipe  smoking  are  forbidden  on 
all  flights. 

HINT: 

On  all  flights  longer  than  six  hours,  airlines  are 
required  to  provide  a  no-smoking  seat  to  any 
passenger  who  requests  it  and  has  met  the  air- 
line's check- in  deadline.  Airlines  must  expand 
no-smoking  sections  if  there  are  not  enough 
seats  to  accommodate  non-smokers  who  arrive 
at  the  gate  on  time.  The  airlines  are  not  required 
to  accommodate  the  no-smoking  seating  requests 
of  standby  passengers. 
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Tour  Packages  and 
Charter  Flights 


Most  consumers  believe  that  tour  packages 
and  charter  flights  are  one  and  the  same. 
Wrong.  Many  also  define  charter  flights  as 
inexpensive,  all-inclusive  vacation  packages 
that  fly  you  to  your  destination  on  some 
"unknown -name  airline."  Wrong.  A  tour 
package  is  not  necessarily  a  charter,  and  an 
unknown  -  named  airline  is  not  necessarily  a 
charter  The  following  sections  will  help  you 
understand  just  what  you  are  purchasing 
because  your  consumer  rights  will  vary 
accordingly 


11 


The  Real  Difference: 
Scheduled  Versus 
Nonscheduled  Flights 

Many  tour  packages  and  flights  sold  by  tour 
operators  or  travel  agents  look  similar  but  have 
very  different  consumer  rights  associated  with 
them.  In  purchasing  a  tour  package  or  flight 
from  a  tour  operator  or  travel  agent,  your 
rights  will  vary  depending  on  whether  the 
flight  is  a  "scheduled"  or  "nonscheduled" 
flight.  A  nonscheduled  flight  is  also  known 
as  a  charter  flight. 

A  scheduled  flight  is  one  that  is  listed  in  the 
Official  Airline  Guide  (OAG),  a  document  that 
you  can  obtain  from  any  airline  or  travel  agent. 
The  flight  portion  of  many  tour  packages 
departing  Logan  Airport  are  on  scheduled 
flights.  Most  travelers  erroneously  assume 
that  scheduled  flights  are  only  on  a  major 
airline  carrier.  The  size  of  a  carrier,  however, 
has  little  to  do  with  whether  one  of  its  flights 
appears  in  the  OAG.  A  flight  may  be  listed  in 
the  OAG  only  after  the  airline  completes 
certain  federal  government  certification 
requirements.  In  the  event  of  delays,  cancel- 
lations, or  other  problems  with  a  scheduled 
flight,  the  airline  is  solely  responsible.  If  you 
purchased  your  ticket  from  a  tour  operator 
or  travel  agent,  you  have  no  special  recourse 
against  the  tour  operator  or  travel  agent  unless 
they  specifically  agreed  with  you  otherwise. 

If  your  flight  is  a  "nonscheduled"  flight,  it  is  a 
true  charter  flight.  Often,  the  term  "charter" 
is  used  to  refer  to  a  complete  package,  includ- 
ing hotel,  ground  transportation,  guided  tours, 
and  the  air  transportation.  In  actuality,  the 
term  "charter"  refers  to  the  flight  portion 
only.  For  the  purposes  of  this  booklet,  we  will 
call  a  tour  package,  with  the  flight  portion  on 
a  charter  flight,  a  "charter  tour." 

For  a  charter  flight,  a  tour  operator  will  pur- 
chase all  of  the  seats  on  a  specific  flight  to  a 
specific  destination.  The  tour  operator  then 
assumes  all  responsibility  and  financial  risk  for 
selling  the  seats  either  individually  or  as  part  of 
a  charter  tour.  A  charter  flight  or  charter  tour 
can  be  purchased  from  a  tour  operator  or 
travel  agent.  Generally  you  cannot  purchase 
one  directly  from  the  airline. 

Charter  flights  and  charter  tours  are  regulated 
by  the  federal  government.  However,  those 
regulations  provide  the  consumer  only  mini- 
mal rights.  12 


Written  Contracts 


when  you  purchase  a  charter  flight  or  any 
tour  package  from  a  tour  operator  or  travel 
agent  you  should  review  and  sign  a  contract 
that  spells  out  your  rights.  This  contract  is 
sometimes  referred  to  as  the  "Operator 
Participant  Contract"  or  the  "Terms  and  Con- 
ditions." Generally,  this  contract  is  found  in  the 
booklet  or  brochure  that  describes  the  pack- 
ages. If  you  are  purchasing  a  true  charter  flight 
or  charter  tour,  the  tour  operator/travel  agent 
is  not  supposed  to  accept  your  money  until 
after  you  have  signed  this  contract. 

Each  contract  has  a  slightly  different  format, 
but  all  list  basic  restrictions  and  regulations 
that  apply  to  the  flight  or  tour,  such  as  the 
tour  operator's  responsibilities,  reservation 
and  payment  procedures,  cancellation  clauses, 
and  baggage  liability.  The  contract  runs  about 
a  page  in  length  with  certain  important  para- 
graphs highlighted.  If  you  do  not  understand 
the  contract  entirely,  question  it  BEFORE  you 
sign  it. 

The  following  conditions  are  required  for  all 
charter  flights  and  charter  tours.  Similar 
provisions  may  appear  in  many  of  the  con- 
tracts for  tours  on  scheduled  flights  as  well: 

1.  A  Tour  Operator  Can  Cancel 

A  charter  flight  or  charter  tour  may  be 
cancelled  by  the  tour  operator  for  any  reason 
up  until  10  days  before  departure.  This  may 
happen  if  not  enough  travelers  buy  the  flight 
or  tour.  This  is  a  risk  you  agree  to  in  exchange 
for  the  low  fare. 

A  tour  operator  generally  knows  weeks  in 
advance  if  a  charter  flight  or  tour  is  not  selling 
at  a  profitable  level  and  will  cancel  long  before 
the  10  day  deadline.  The  only  way  a  charter 
flight  or  charter  tour  can  be  cancelled  less 
than  10  days  before  departure  is  when  circum- 
stances such  as  an  act  of  God,  airline  strikes, 
acts  of  terrorism  or  destruction  of  aircraft, 
physically  make  it  impossible  for  the  charter 
to  operate. 

HINT: 

Tour  cancellations  are  rare.  Most  tour  operators, 
if  forced  to  cancel,  will  offer  another  package  or 
other  incentives  as  a  goodwill  gesture.  If  a  charter 
flight  or  charter  tour  is  cancelled,  the  tour  operator 
must  refund  your  money  within  14  days. 
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2.  If  You  Cancel,  Expect  to  Pay  a  Penalty 

Every  tour  operator  has  a  cancellation  policy 
that  clearly  spells  out  the  amount  of  penalty 
you  are  required  to  pay  if  you  cancel.  The 
closer  to  departure  you  cancel,  the  less  money 
will  be  returned  to  you.  As  a  guideline,  you  can 
expect  to  pay  around  $25.00  to  cancel  a  char- 
ter flight  or  charter  tour  provided  you  give  the 
tour  operator  more  than  60  days  notice.  The 
penalty  rises  substantially  with  a  cancellation 
of  less  than  60  days  notice.  Sometimes  there  is 
no  refund  within  a  set  amount  of  hours  before 
departure.  On  a  charter  flight  or  charter  tour, 
if  you  or  the  tour  operator  find  a  substitute 
to  take  your  place,  you  are  entitled  to  a  full 
refund  minus  an  administrative  fee  which 
can  not  exceed  $25.00. 

HINT: 

Trip  cancellation  insurance  is  available.  It  is 
ofrered  by  all  tour  operators  for  a  minimal  fee. 
Usually  this  type  of  insurance  will  not  pay  for 
cancellation  due  to  a  preexisting  illness.  Depend- 
ing on  the  policy,  you  may  also  be  covered  for 
additional  health  and  accident  benefits  while 
on  vacation. 

3.  Changes  CAN  and  DO  Occur 

The  tour  operator  can  increase  the  cost  of 
your  trip  or  make  changes  to  the  itinerary. 
However,  on  a  charter  flight  or  charter  tour, 
the  tour  operator  cannot  increase  the  price 
less  than  10  days  prior  to  departure  and  the 
following  major  changes  entitle  you  to  cancel 
your  trip  and  receive  a  full  refund  from  the 
tour  operator: 

•  Departure  or  return  cities; 

•  Departure  or  return  dates,  unless  the 
date  change  results  from  a  flight  delay 
which  the  tour  operator  had  no  knowledge 
of  until  two  days  prior  to  the  scheduled 
departure  date; 

•  Price,  if  the  increase  is  more  than  10 
percent  of  what  you  paid; 

•  Hotels,  provided  that  the  tour  operator 
hasn't  reserved  the  right  under  contract 
to  substitute  other  hotels  of  comparable 
value;  and 

•  Departure  delay  of  more  than  48  hours. 

Not  considered  major  changes  are  substitution 
of  aircraft  or  air  carrier,  or  modifications  to  air- 
craft routing. 
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HINT: 

Tour  operators  generally  can  anticipate  major 
changes  before  departure  time  and  will  let  you 
know.  You  may  cancel  a  charter  flight  or  charter 
tour  with  a  full  refund  if  the  major  change  is  not 
acceptable.  Tour  operators  may  offer  other  incen- 
tives to  keep  you  from  cancelling.  But  if  you  do 
cancel  due  to  a  major  change  or  at  the  demand 
of  the  tour  operator,  your  money  must  be 
refunded  within  fourteen  days  of  notification. 
Refunds  will  not  be  granted  if  you  voluntarily 
decide  not  to  use  a  portion  of  your  package. 

4.  Baggage  Requirements  and  Rights 

Baggage  liability,  whether  your  flight  is  sched- 
uled or  a  charter,  is  limited  to  approximately 
$360  per  passenger  on  international  flights 
and  $1 ,250  per  passenger  on  domestic  flights. 
Tour  operators  hold  the  air  carrier  solely 
responsible  for  any  loss. 

Generally,  checked  baggage  is  limited  to 
two  pieces  —  not  to  exceed  a  maximum 
of  44  pounds  per  passenger.  If  you  are  using 
a  scheduled  airline  to  connect  with  a  charter 
flight,  your  baggage  will  not  be  automatically 
transferred.  You  must  make  the  transfer 
yourself. 

HINT: 

Check  your  homeowner's  or  renter's  insurance 
policy.  You  may  have  a  traveling  provision.  Ask 
your  travel  agent  or  tour  operator  if  a  baggage 
insurance  policy  is  available  to  cover  losses  when 
your  bags  are  not  in  the  airline's  hands.  Airlines 
pay  baggage  claims  only  when  there  is  evidence 
that  the  luggage  was  lost  or  damaged  while  in 
their  possession.  Notify  the  airline  immediately 
and  fill  out  a  claim  report  as  soon  as  the  loss  or 
damage  is  noted. 

5.  Tour  Operators  Must  Protect  Your  Money 

In  order  to  arrange  a  charter  flight  or  charter 
tour,  tour  operators  must  be  fully  bonded  or 
have  special  bank  arrangements  or  escrow 
accounts  in  which  the  bank  holds  your  pay- 
ments and  pays  it  directly  to  the  airline,  hotels, 
etc.  If  your  money  is  deposited  in  an  escrow 
account,  the  bank  will  be  named  in  your  con- 
tract. If  a  tour  operator  goes  out  of  business 
before  or  during  your  trip,  contact  the  bonding 
company  or  bank  identified  in  your  contract 
for  a  refund. 
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Flight  Delays 


Charter  flights  and  the  flight  portion  of  all  tour 
packages  are  subject  to  delays  like  any  other 
flights.  For  a  charter  flight  or  charter  tour, 
departures  may  be  delayed  up  to  48  hours 
before  the  tour  operator  must  come  up  with 
substitute  transportation  or  offer  you  a 
refund. 

HINT: 

If  you  are  due  a  refund  from  the  tour  operator  for  a 
charter  flight  or  charter  tour,  the  tour  operator  has 
14  days  to  return  your  money. 

Charter  and  Tour  Flights  Operate 
Independently  of  Other  Flights 

If  you  are  taking  a  flight  to  connect  you  to  the 
city  where  your  tour  or  charter  flight  departs 
and  a  delay  causes  you  to  miss  your  tour  or 
charter  flight,  you  lose  your  flight  and  money. 
All  tour  and  charter  flight  reservations  are 
only  good  for  the  flights  specified  in  your 
contract.  Check  with  the  tour  operator's  rep- 
resentative at  the  airport  to  see  if  another 
flight  to  your  destination  is  available. 

If  your  tour  or  charter  flight  is  late  returning, 
causing  you  to  miss  a  connecting  flight,  you 
must  pay  your  own  meal  or  hotel  expenses 
while  waiting  for  another  connecting  flight. 
If  you  have  a  discount  fare  on  the  connecting 
flight,  you  could  forfeit  it  if  your  returning  tour 
or  charter  flight  is  delayed.  Again,  you,  not  the 
tour  operator  or  airline,  must  pay  for  a  regular 
fare  on  your  connecting  flight.  Sometimes  the 
connecting  airline  will  allow  you  to  stand  by 
for  a  return  flight  at  no  additional  cost,  but 
this  depends  on  the  circumstances  of  your 
fare  and  the  general  availability  of  seats  on 
the  airline's  flight. 
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HINT: 

If  you  are  taking  a  tour  or  charter  flight  and  have 
time  constraints,  such  as  catching  a  connecting 
flight  or  a  cruise  ship,  ask  your  travel  agent  spe- 
cific "what  if"  questions  and  get  assurances. 
Make  sure  you  understand  the  tour  operator's 
obligation  if  you  miss  a  connection.  Some  tour 
operators  offer  travel  delay  insurance  that  pays 
for  accommodations  or  alternative  travel  arrange- 
ments necessitated  by  certain  types  of  delays. 
Ask  about  the  availability  of  such  insurance  and 
what  type  of  coverage  it  provides. 

HINT: 

Generally  you  cannot  buy  a  roundtrip  ticket  for 
a  charter  flight  or  charter  tour  without  confirmed 
reservations.  Therefore,  be  sure  to  have  a  specific 
return  date,  city,  and  flight.  A  tour  operator  can 
give  you  alternative  dates  and  cities  for  a  charter 
flight  or  charter  tour  only  if  the  contract  states 
that  it  is  an  "Operator's  Option  Plan"  in  boldface 
letters  and  specifies  the  date  by  which  you  will 
be  notified  of  the  actual  dates  and  cities. 

Practical  Advice  For  Booicing  A  Tour 
Pacicage  or  Ciiarter  Fiigiit 

When  booking  a  tour  package  or  charter 
flight,  use  a  travel  agent.  It  won't  cost  you 
more  because  the  tour  operator  pays  the 
travel  agent's  commission.  Some  tour  pack- 
ages, however,  are  available  only  from  the 
operator  who  organized  the  tour. 

Understand  that  delays  on  charter  flights 
are  treated  differently  than  on  scheduled 
flights  before  you  make  the  commitment. 
Most  charter  airlines  don't  have  the  large 
fleets  associated  with  the  major  scheduled 
airlines,  and  it  is  sometimes  impossible  for 
charter  companies  to  arrange  for  an  alterna- 
tive aircraft  quickly.  They  do  not  have  specific 
interline  agreements  with  scheduled  airlines. 
Again,  this  is  one  of  the  trade-offs  for  the 
lower  air  fare. 
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Itemize  the  full  cost  of  the  tour  package  for 
your  own  understanding.  Ask  specifically  if 
all  taxes,  such  as  departure  taxes,  are  included. 
Ask  if  there  will  be  fees  for  additional  baggage 
or  baggage  handling  at  the  airport.  The  prices, 
usually,  are  advertised  "starting  from"  because 
prices  vary  depending  on  dates  and  the  hotel 
accommodations  chosen. 

Ask  about  identification  and  documenta- 
tion requirements  needed  for  the  country 
you  are  visiting.  Understand  that  requirements 
vary  from  country  to  country  and  even  in  the 
Caribbean,  Bahamas,  and  Mexico.  For  exam- 
ple, in  most  countries  a  driver's  license  is  not 
considered  proof  of  citizenship. 

Record  the  name  of  your  travel  agent,  tour 
operator,  and  charter  airline.  Obtain  all  tele- 
phone numbers  and  ask  how  they  may  be 
contacted  in  an  emergency.  Ask  where  you 
can  call  to  obtain  flight  information  about 
your  departure  and  arrival  times.  Leave  a 
copy  of  this  information  along  with  a  copy 
of  your  itinerary  with  a  friend  or  relative. 

Before  setting  off  to  the  airport,  call  to  con- 
firm your  flight  time  and  number. 

Let  your  travel  agent  or  tour  operator  know 
ahead  of  time  if  you  are  going  to  need  special 
assistance,  i.e.  traveling  with  children  or  handi- 
capped individuals. 

If  you  are  taking  a  charter  flight  or  charter 
tour,  know  what  terminal  and  which  ticket 
counter  your  charter  flight  will  be  using  at 
Logan  Airport  because  charters  operate  out 
of  several  different  locations.  Charter  planes 
are  rented  for  a  specific  flight  so  charter  air- 
lines do  not  have  regular  gates,  routes,  or  cities 
that  they  serve. 

Arrive  at  Logan  about  two  hours  before  depar- 
ture and  inform  the  tour  operator  representative 
as  soon  as  you  arrive.  There  are  no  preassigned 
seats  on  charter  flights  —  they  are  assigned  on 
a  first  come,  first  served  basis. 
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Airing  Your  Complaints: 
First  Steps 

Whatever  the  consumer  problem,  make  con- 
tact with  the  airline  or  travel  agent  as  your  first 
step.  Most  airlines  and  travel  agencies  (for 
charter  packages)  have  someone  on  duty  at 
each  airport  whose  job  is  to  take  care  of  prob- 
lems on  the  spot.  If  you  cannot  resolve  the 
problem  at  the  airport  and  want  to  file  a  com- 
plaint, it  is  best  to  write  or  call  the  respective 
customer  relations  office.  For  your  assistance, 
the  numbers  of  airline  customer  relations  and 
Logan  Airport  services  are  listed  below. 

Remember  to  take  notes  at  the  time  of  the 
incident  and  jot  down  the  names  of  the 
employees  with  whom  you  dealt.  Keep  all 
of  your  travel  documents  (ticket  receipts, 
baggage  check  stubs,  boarding  passes,  etc.) 
as  well  as  receipts  for  any  out-of-pocket 
expenses  that  were  incurred  as  a  result  of 
the  mishandling. 

This  information  is  accurate  as  of  September, 
1990,  but  policies,  procedures  and  listings  are 
subject  to  change.  To  reach  the  customer  rela- 
tions office  of  airlines  serving  Logan  Airport 
contact: 

Aer  Lingus 

Customer  Relations 
122  E.  42nd  St. 
New  York,  NY  10168 
1-800-223-6876 

Air  Alliance 

Customer  Relations 
611  Sixth  Avenue 

Sainte  Foy,  Quebec,  Canada  G2E5W1 
418-872-7622 

Air  Atlantic 

Marketing  Supervisor 

RO.  Box  9040 

St.  John's  Newfoundland 

Canada  A1 A  2X3 

709-570-0822 

Air  Canada 

Northeast  Customer  Relations 
300  North  State  St. 
Chicago,  IL  60610 
312-214-7970 
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Air  France 

Consumer  Relations 
888  Seventh  Ave. 
New  York,  NY  10106-0011 
1-800-237-2747 

Air  Nova 

Supervisor  of  Marketing  Services 

P.O.  Box  158 

Elmsdale,  Nova  Scotia 

BON  1  MO 

902-873-4600 

Alitalia 

Customer  Relations 
666  Fifth  Avenue 
New  York,  NY  10103 
212-903-3461 

American 

Customer  Relations 
RO.  Box  619  612 
MDSE12 

Dallas- Ft.  Worth  Airport 
Texas  75261-9612 
817-967-2000 

American  Eagle 

RO.  Box  619  612 
MD5E12 

Dallas- Ft.  Worth  Airport 
Texas  75261-9612 
817-967-2000 

America  West 

Consumer  Affairs 
4000  E.  Sky  Harbor  Blvd. 
Phoenix,  AZ  85034 
602-350-4573 

British  Airways 

Customer  Affairs 
75-20  Astoria  Blvd. 
Jackson  Heights,  NY  11370 
718-397-4300 

Cape  Air 

Barnstable  Municipal  Airport 
Hyannis,  MA  02601 
508-775-8171 

Continental/Continental  Express 

Consumer  Relations 

3663  Sam  Houston  Parkway 

5th  Floor 

Houston,  TX  77032 
1-800-525-0280 


Delta  Air  Lines/Delta  Connection 

Consumer  Affairs  Dept. 
Hartsfield  International  Airport 
Atlanta,  GA  30320 
617-567-4100 

Eastern  Airlines 

Consumer  Affairs 
Miami  International  Airport 
Miami,  FL  33148 
1-800-EASTERN 

El  Al  Israel  Airlines 

Customer  Relations  Manager 
120  West  45th  St. 
New  York,  NY  10036 
212-852-0611 

First  Air  , 

Claims  Dept. 
Carp  Airport 

Carp,  Ontario,  Canada  KOA1 LO 
613-839-3340 

HubExpress 

Minuteman  Airfield 
Stow,  MA  01775 
1-800-962-4744 

Lufthansa 

627  Statler  Office  BIdg. 
20  Park  Plaza 
Boston,  MA  02116 
617-482-1443 

Midway 

Consumer  Affairs 
5959  South  Cicero  Ave. 
Chicago,  IL  60638 
1-800-621-5700 

AAohawk 

Customer  Service 
731  James  Street 
Syracuse,  NY  13203 
315-470-4400 

AAidwest  Express 

Consumer  Affairs 
4915  South  Howell  Ave. 
Milwaukee,  Wl  53207 
1-800-452-2022 

Northeast  Express/NW  Airlink 

841  Galaxy  Way 
Manchester,  NH  03103 
603-668-0082 


Northwest 

Customer  Relations 

Mail  Stop  E  5270 

St.  Paul  Int'l  Airport 

St.  Paul,  Minneapolis,  MN  55111 

1-800-447-4747 

Pan  Am/Pan  Am  Shuttle/ 
Pan  Am  Express 

Customer  Relations 
200  Park  Avenue 
New  York,  NY  10166 
212-880-6140 

Precision/N  W  Airlink 

841  Galaxy  Way 
Manchester,  NH  03103 
603-668-0082 

Qantas 

Customer  Relations 

360  Post  Street 

San  Francisco,  CA  94108 

415-445-1400 

Sabena 

Customer  Relations 
720  5th  Ave. 
New  York,  NY  11019 
516-466-6100 

Skymaster 

65  Aviation  Drive 
Gilford,  NH  03246 
603-524-7784 

Swissair 

District  Manager 
20  Park  Plaza 
Statler  Office  Building 
Suite  1409 
Boston,  MA  02116 
617-423-4500 

TAP  Air  Portugal 

Customer  Relations 
1140  Avenue  of  the  Americas 
New  York,  NY  10036 
212-556-8429 

TWA/TW  Express 

LaGuardia  Airport 
Queens,  NY  11371 
617-367-2800 


TRUMP  Shuttle 

P.O.  Box  616 
Flushing,  NY  11371 
1-800- AIR-TRUMP 

United/United  Express 

Consumer  Affairs 
PO.  Box  66100 
Chicago,  IL  60666 
312-952-6796 

USAir 

Consumer  Affairs 
Washington  National  Airport 
Washington  DC  20001 
703-892-7020 

Next  Steps 

The  following  government  agencies  and  con- 
sumer groups  may  be  helpful  after  you  have 
made  contact  with  the  airline. 

Commonwealth  of  Mass. 

Department  of  the  Attorney  General 

Consumer  Complaint  Section 
131  Tremont  Street 
Boston,  MA  02111 
617-727-8400 

TTY  No.  for  the  hearing  impaired  —  727  -  0434 
The  Department  of  the  Attorney  General 
provides  consumer  complaint  resolution  ser- 
vices to  Mass.  citizens  through  its  office,  local 
consumer  groups,  and  face -to -face  mediation 
programs  located  throughout  the  state.  These 
groups  review  written  complaints,  and  if  the 
complaint  is  covered  by  the  consumer  pro- 
tection laws,  they  will  mediate  via  letter, 
telephone  or  meeting  to  arrange  resolutions 
consistent  with  those  laws. 

Boston  Better  Business  Bureau 

8  Winter  Street 

Boston,  MA  02108-4793 

617-482-9151 

(24  hour  consumer-counseling  line) 
The  bureau  publishes  a  series  of  brochures 
explaining  pitfalls  and  offering  general  guide- 
lines for  buying  travel  insurance,  package 
tours,  vacation  time  shares  and  travel -club 
memberships.  To  obtain  a  free  brochure,  just 
call  or  write  the  BBB. 
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Exec.  Office  of  Consumer  Affairs 
and  Business  Regulation 

Consumer  Information  Office- 
Consumer  Line 
One  Ashburton  Place 
Boston,  MA  02108 
617-727-7780 

The  Consumer  Information  Office  provides 
information  and  referral  services  to  the  public 
on  virtually  any  consumer  topic.  Callers  are 
informed  of  their  rights  and  options  and  are 
directed  to  the  appropriate  agency  if  further 
investigation  is  required. 

For  Service  Complaints 

U.S.  Department  of  Transportation 
Consumer  Affairs  Division-Room  10405 
400  Seventh  St.,  S.W. 
Washington,  DC  20590 
202-366-2220 

The  department  provides  information  about 
your  rights  under  current  law.  It  will  contact 
the  airline  to  determine  if  your  complaint  was 
properly  handled  and  proceed,  if  necessary, 
with  action  as  it  deems  appropriate.  Consumer 
complaints  are  tracked  and  provide  the  basis 
for  changes  in  the  department's  consumer 
protection  regulations. 

For  Consumer  and  Safety  Complaints 

Community  and  Consumer  Liaison  Division 
Federal  Aviation  Administration  (FAA) 
800  Independence  Ave.,  S.W. 
Washington  DC  20591 
800-FAA-SURE  (Consumer) 
This  office  documents  consumer  complaints 
about  carryon,  airport  security  procedures, 
and  child  safety  seats.  Upon  receipt,  com- 
plaints are  computerized  and  forwarded 
to  FAA  specialists  in  the  appropriate  region 
who  are  best  qualified  to  respond. 

800-255-1111  (safety  hot  line) 

This  office  examines  complaints  of  safety 

hazards  on  planes. 

Aviation  Consumer  Action  Project  (ACAP) 
PO.  Box  19029 
Washington,  DC  20036 
ACAP  is  the  only  nonprofit  consumer  organ- 
ization that  works  full  time  to  improve  air 
safety,  service  and  passenger  rights.  Although 
ACAP  does  not  have  the  resources  to  provide 
assistance  to  each  individual  complainant,  you 
will  help  it  to  identify  recurrent  problems  and. 
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in  some  cases,  advocate  systemic  changes  to 
benefit  all  passengers,  by  sending  ACAP  a 
copy  of  your  complaint  letter  about  an  airline. 

For  Charter  Complaints 

These  national  industry  groups  will  also  field 
and  address  complaints  in  writing  regarding 
members  of  their  organization: 

United  States  Tour  Operators  Association 
211  East  51st  St.,  Suite  4B 
New  York,  NY  10022 

American  Society  of  Travel  Agents 
Consumer  Affairs  Department 
P.O.  Box  23992 
Washington,  DC  20026-3992 

Association  of  Retail  Travel  Agents 
25  South  Riverside  Avenue 
RO.  Box  388 

Croton- on -Hudson,  NY  10525 

If  All  Other  Steps  Fail 

if  mediation  does  not  resolve  your  complaint, 
the  next  step  may  be  filing  in  Small  Claims 
Court.  In  Mass.,  consumers  have  the  protec- 
tion of  the  Mass.  Consumer  Protection  Act, 
Chapter  93A.  If  one  of  the  consumer  regula- 
tions is  broken  by  an  airline,  you  have  the  right 
to  sue  for  damages  and  may  be  able  to  collect 
three  times  the  loss  of  money  in  small  claims 
court.  The  limit  of  the  initial  claim  is  one  thou- 
sand five  hundred  dollars  ($1,500)  or  less. 
For  further  information  contact  one  of  the 
state  or  city  consumer  agencies  listed  above. 

Additional  References 

"Facts  and  Advice  For  Airline  Passengers" 
To  obtain  a  copy,  send  $2  to: 
Aviation  Consumer  Action  Project 

RO.  Box  19029 
Washington,  DC  20036 

"Fly- Rights - 

A  Guide  to  Air  Travel  in  the  U.S. " 
Consumer  Information  Center 

Department  165  P 
Pueblo,  Colorado  81009 
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Logan  Airport  Services 


The  following  services  at  or  near  Logan  Inter- 
national Airport  may  be  of  assistance  to  you. 
Information  is  also  available  at  the  Massport 
Public  Information  booths  located  in  Terminals 
A,  C,  and  E.  Foreign  language  interpretation 
services  are  available  as  well. 


U.S.  Customs 

617- 

565 

-4658 

U  S  Immip^ration 

617- 

565 

-4637 

Fire  Department 

617- 

C  /  7 

567- 

2020 

State  Police 

617- 

561- 

1700 

Travelers'  Aid  (Terminal  E) 

617- 

567- 

5385 

(Nights,  Terminal  A) 

617- 

569 

-6284 

Public  TDD  Telephone 

(outgoing)  Terminal  C 

USO  (Terminal  D) 

617- 

567- 

■3857 

Ground  Transportation 

Information:  (limos, 

taxis,  buses,  shuttles. 

water  shuttles)        1  - 800 - 2 3  -  LOGAN 

Parking  Information  61 7-561  - 1 672 

Logan  Health  Associates  617-569-8652 

(Terminal  D) 

Dental  Clinic  (Terminal  B)  617-569-0006 

BayBank  617-569-1920 

Meegan  Hotel  Reservation  617-569-3800 

Services 

Logan  Hilton  Hotel  617-569-9300 

Medical  Centers  Located  Near 
Logan  Airport: 

Chelsea  Health  Center  617-884-8300 

East  Boston  Neighborhood  617-569-5800 

Health  Center 

Winthrop  Community  617-846-2600 

Hospital 

Mass.  General  Hospital  617-726-2000 

Tourist  Service  Information 

Boston  Convention  and  617-536-4100 

Visitors  Bureau 

Massachusetts  Off  ice  of  617-727-3201 

Travel  and  Tourism 
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Car  Rental  Agencies  at  Logan 


Alamo 


American  International 


Avis 


Budget 


Dollar 


Hertz 


National 


Thrifty 


HINT: 

Many  major  credit  card  companies  now  provide 
Inclusive  rental  car  Insurance  protection  programs 
to  all  or  some  of  their  cardholders.  Check  with 
your  credit  card  company  before  purchasing 
Collision  Damage  Waiver  (CDW)  coverage 
from  your  car  rental  agency. 


Western  Union  at: 

Three  Corners  Tobacco 
44  Maverick  Square 
East  Boston,  MA  02128 
617-569-8477 

Services:  Money  Orders,  telegrams,  pickups 
iUloneygram  at: 


AM  EX  Travel  Agency 
One  Court  St. 
Boston,  MA  02108 
1-800-543-4080 

Services:  Fund  transfer.  Will  send  up  to 
$10,000  to  any  Moneygram  location.  Pay 
with  cash,  personal  check,  or  credit  card  but 
not  with  American  Express  card  due  to  legal 
restrictions. 
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Cash  advances  on  MasterCard  and 
Visa  at: 


Mutual  of  Omaha  Business  Service  Center 
Logan  International  Airport 
Terminal  C,  Pier  B 
East  Boston,  MA  02128 
617-569-4635 

Special  Needs  and  Elderly  Travelers  at 
Logan  Airport 

Logan  has  access  ramps,  elevators,  restrooms, 
restaurants  and  preferred  parking  designed 
for  the  handicapped  traveler.  Wheelchairs 
and  aisle  chairs  (narrow  wheelchairs  used 
for  access  to  plane  seats)  are  available  from 
most  airlines.  Travelers  should  discuss  special 
requirements  and  arrange  for  wheelchairs 
when  making  reservations. 

Airport  Handicap  Van: 

Offers  service  24  hours  a  day  to  the  terminals 
and  to  other  airport  facilities.  To  request  this 
service,  use  the  free  van  phone  in  baggage 
claim  areas: 

561  -1769  (7:30  AM  to  11 :30  PM) 
561  -1919  (11:30  PM  to  7:30  AM) 

The  Ride  operated  by  the  MBTA  provides 
transportation  for  the  handicapped  and 
elderly  between  Logan,  downtown  Boston 
and  other  points  in  Massachusetts.  Specific 
reservations  should  be  made  in  advance. 
For  application  information  call 
1  -800-533  -MBTA  or  722-5123. 


Handicap  Parking 

Parking  at  Logan  can  be  difficult  especially 
during  holiday  and  peak  travel  periods.  Travelers 
are  encouraged  to  take  public  transportation 
when  possible.  However,  there  are  designated 
spaces  at  all  terminal  garages  for  cars  with  HP 
plates  or  placards.  Generally  not  all  HP  spaces 
are  taken  even  when  garage  "Full"  sign  is  dis- 
played; if  necessary  disabled  travelers  should 
ask  garage  cashiers  regarding  availability  of 
these  spaces. 

Central  Garage  parking  is  recommended  for 
those  going  to  Terminals  C  and  D.  Terminal  E  is 
accessible  from  the  lot  in  front  of  the  terminal 
building  and  from  the  Central  Garage  via  an 
enclosed,  overhead  walkway.  Terminal  A  is 
inaccessible  from  the  Central  Garage  except 
via  Handicap  Van.  Terminal  B  is  accessible 
from  the  Central  Garage,  but  we  recommend 
using  the  Terminal  B  parking  facility. 

High -top  (wheelchair  lift)  van  parking  is  avail- 
able in  the  Central  Garage  plaza  and  in  lots  at 
Terminals  A,  D,  and  E.  Ask  the  Central  Garage 
cashier  for  the  Handicap  Van  service,  if  required. 
There  is  no  high -top  van  garage  because  of 
low  ceilings. 

For  travelers  with  special  needs,  obtain  a  copy 
of  the  Logan  Airport  Special  Services  guide, 
another  consumer  publication  from  the 
Massachusetts  Port  Authority.  Write 
Massport  Public  Affairs  Department, 
Ten  Park  Plaza,  Boston,  MA  02116-3971. 

HINT: 

For  further  handicap  parking  information  call: 
617-561-1673. 
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Flying  With  Children 

Whether  waiting  to  pick  up  or  drop  off  friends 
or  relatives,  or  embarking  on  a  family  adven- 
ture of  your  own,  traveling  can  often  be  an 
emotional^xperience  for  children  and  adults. 
Careful  planning  with  some  thought  given  to 
your  children's  special  needs  can  make  family 
travel  or  just  a  quick  stop  at  the  airport  a 
pleasant  experience. 

Some  Tips: 

Before  you  fly,  you  may  want  to  check  ahead 
with  your  airline  for  any  concerns  you  may 
have  about  seating,  special  meals  or  any 
additional  assistance  you  might  need. 

Dress  everyone  as  comfortably  as  possible. 
You  can  always  change  when  you  reach 
your  destination. 

Bring  along  everything  you'll  need  for  the 
flight  and  a  little  extra  for  an  unexpected 
delay,  like  diapers,  formula,  instant  food 
or  snacks. 

Remember  that  high  altitudes  may  cause  your 
children  some  discomfort.  Sucking  on  a  bottle 
or  piece  of  candy  or  chewing  gum  will  help  to 
alleviate  the  pressure. 

Most  important,  be  sure  to  take  along  a  favor- 
ite stuffed  toy  or  other  security  object.  It  is 
comforting  to  have  an  old  friend  in  a  new 
place. 

For  comprehensive  information  on  traveling 
witti  children,  obtain  a  copy  of  When  Kids  Fly, 
another  consumer  publication  from  the 
Massachusetts  Port  Authority.  Write 
Massport  Public  Affairs  Department, 
Ten  Park  Plaza,  Boston,  MA  02116-3971. 

KIDPORT,  a  unique  facility  located  at  Terminal 
C,  is  an  area  specially  designed  for  Massport 
by  the  Children's  Museum  -  Boston  to  accom- 
modate your  child's  need  for  safe,  positive  play 
while  you  take  a  moment  to  catch  your  breath 
and  rest  without  being  concerned  that  your 
child's  noise  will  bother  other  travelers. 
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Just  be  sure  to  give  your  little  one  a  few 
minutes  warning  to  ensure  a  more  pleasant 
departure.  "In  two  minutes  it  will  be  time  for 
us  to  leave  and  get  on  the  plane,"  or  "In  a 
minute  it  will  be  time  to  wave  goodbye  to 
grandma's  plane  and  go  to  the  car." 

If  your  waiting  time  is  unexpectedly  extended 
by  a  delayed  flight,  explore  some  of  the  other 
wonders  at  Logan's  Terminal  C  such  as  the  art 
and  video  exhibits,  gift  shops  and  concession 
stands,  as  well  as  watching  the  planes  take  off 
and  land  from  the  observation  area  next  to 
the  ice  cream  parlor  in  Terminal  C. 

International  Travel 

The  U.S.  State  Department  has  established  a 
Citizens  Emergency  Center  which  will  provide 
information  for  Americans  traveling  overseas. 
The  Center's  "travel  advisory  service"  can 
bring  you  up-to-date  on  developments, 
including  "unsettled  conditions,"  in  more  than 
50  foreign  countries.  They'll  also  offer  the 
latest  information  on  visa  requirements,  advice 
on  options  if  you  run  into  a  financial  emer- 
gency while  traveling,  and  they  will  assist 
Americans  who  encounter  problems  overseas. 

Citizens  Emergency  Center 
202-647-5225 

If  you  run  into  a  problem  while  traveling  over- 
seas, the  following  telephone  numbers  are  for 
U.S.  consulates  in  cities  served  by  Logan's 
international  carriers. 

Amsterdam 
Copenhagen 
Dublin 
Edinburgh 
Franl<furt 
Hong  Kong 
Lisbon 
London 
Madrid 
Milan 
Montreal 
Paris 
Rome 
Tokyo 
Toronto 
West  Berlin 
Zurich 
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31-20-64-56-61 

45-1-423-144 

353-1-688-777 

44-31-556-8315 

49-69-75305-0 

853-5-239011 

351-1-726-6600 

44-01-499-9000 

34-1-276-3400 

39-2-652-841 

514-281-1886 

33-1-42-96-12-02 

36-9-46741 

81-3-583-7141 

416-595-1700 

49-30-8324087 

41-1-552-566 


VAT  Information 

If  you're  traveling  in  Europe  and  file  value- 
added  tax  (VAT)  forms  when  you  shop,  here's 
some  advice  on  cashing  the  VAT  refund  checks. 
Some  U.S.  banks  charge  as  much  as  $15  to 
process  foreign -currency  checks,  and  it  may 
take  a  month  or  more  for  the  funds  to  clear.  The 
good  news  is  that  you  can  cash  checks  quickly 
at  any  Deak  International  office  for  $3.50. 
Other  options  are  mailing  your  VAT  checks  to: 

NYFX 

26  Broadway 

New  York,  NY  10004 

800-346-3924 

Ruesch  International  Monetary  Services 
114019th  St.,N.W. 
Washington,  DC  20036 
800-424-2923 

NYFX  charges  $2.00  for  refunds  of  more  than 
$10.00.  $1 .00  for  checks  of  $10.00  or  less. 
Ruesch  charges  $2.00  for  all  transactions. 
Both  will  send  you  a  check  in  U.S.  dollars  by 
return  mail,  and  they'll  deduct  the  fee  from 
the  refund  check.  And  remember,  VAT  checks 
must  be  cashed  within  six  months  of  issue  or 
they  become  invalid. 

Weather  Information 

National  Weather  Service  at  Logan 
-recorded  forecast  617-936-1234 
-general  information  617-565-4665 

Air  travelers  can  call  the  National  Weather 
Service  in  most  major  U.S.  cities  and  receive 
recorded  daily  forecasts. 
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Emergency  Travel 
Assistance  Programs 

Most  major  bank  credit  cards  and  travel  com- 
panies now  offer  emergency  travel  assistance 
programs  and  weather  information  for  card 
members.  Check  with  your  credit  card  com- 
pany to  see  if  you  qualify. 

American  Express 

Global  Assist  - 1  - 800 - 554 -  AM  EX 

Outside  of  US  (collect)  202-783-7474 

MasterCard 

Master  Assist-1-800-MC-ASSIST 
Outside  of  US  (collect)  202-296-4650 

Visa 

Visa  Assistance  Center- 1  -800- VISA-911 
Outside  of  US  (collect)  202-347-4005 

Diners  Club  International 

Customer  Assistance  - 1  -  800  -  3 56  -  3448 

Outside  of  US  214-680-6480 


A  Final  Note 

Beware  of  phony  promotions  that  offer 
"dream  fares"  to  exotic  locations.  Unbeliev- 
able bargain  air  fares  and  hotel  packages, 
many  times,  are  not  to  be  believed!  Be  careful 
of  telephone  promotions  that  claim  "you  are 
one  of  the  lucky  few, "  ask  for  travel  dates  and 
then  request  your  credit  card  number.  Before 
you  take  the  bait,  call  your  travel  agent  or 
airline  ticket  office. 

HINT: 

Do  not  give  vour  credit  card  number  to  anyone 
who  has  called  offering  unsolicited  travel 
opportunities. 
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Logan  Airport  Passenger  Services 

□ 


Terminal  A       Food  and  Beverages 

Host  International 
Cafeteria 
Snack  bar 
Main  bar 
Cocktail/Snacks 
Dunkin'  Donuts 
Pizza  Hut  Express 
TCBY  Yogurt 

Services 

Mailbox 

American  Express  ATM 
BayBank  ATM 
Automated  Concierge 

•  Hotel  reservationsjrione  board 
Mutual  of  Omaha  Travel  Insurance 

(self  service) 

•  Vending  machines 

•  Change  machines 

•  Public  Information  Booth  (ground 

transportation  information) 
Shoe  shine 

•  Travelers'  Aid 
Pay  Fax 

•  TDD  telephone  (information  booth) 

•  Smarte  Carte  rentals 

•  NYNEX  Mobile  Communications 

Shopping 

Host  International 
News/Gift  shops 

Transportation 

•  Car  rental  booths 

•  Handicap  shuttle  service 

(info,  booth) 

B  

Terminal  B  Food  and  Beverages 
Host  International 

Cocktail  lounges 

Restaurants 

Cafeterias 

Cocktail/Snacks 

Dunkin'  Donut  carts 
Aerial  Lobsters  (to  go) 

•  Vending  machines 
Vending  machines 

Services 

BayBank  ATM 
American  Express  ATM 

•  Dental  Center 
Shoe  shine 

Mutual  of  Omaha  Travel  Insurance 

(self  service) 
"What's  New  New  England" 

interactive  video  tourism 

information 
Stamp  machine 
Mailbox 

•  Hotel,  Bus  &  Limo  Reservation  Boards 

•  Baggage  lockers 
Baggage  lockers 

•  Smarte  Carte  rentals 

Pan  Am  Business  Service  Center 
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Shopping 

Host  International 
News/Gift  plus  duty  free  items 

Transportation 

•  Car  rental  booths 

•  Handicap  shuttle  service 

B 

Terminal  C       Food  and  Beverages 

Ogden/Allied  Service  Corp. 
Arigato  sushi  bar  and  flower  stand 
Restaurant 
Ice  cream  parlor 
Seafood  bar 

•  Cocktail  lounge 
Cocktail  lounge 

Coffee  shop/Pizzeria  Regina 

•  Snack  bar 
Snack  bar 
Deli 

Cocktail  lounge,  Tower,  17th  floor 
The  Grove  (natural  snacks) 
Legal  Seafood  market  &  lobsters 
(to  go) 

•  24  hour  vending  machines 
Vending  machines 

Services 

"What's  New  New  England" 
interactive  video  tourism 
information 

Kidport  playspace 

Bay  Bank  ATM 

Foreign  Currency  Exchange 

Classique  Salon  (hair  salon) 

Kinetic  sculptures  and  art  displays 

Shoe  shine 

Vending  machines 

Change  machines 

•  Change  machines 
Baggage  lockers 

•  Serf  service  postal  center 

•  Meeean  Hotel  Reservation  Service 

•  Hotel  reservations  phone  board 

•  Smarte  Carte  rentals 

•  Chapel 

•  Public  Information  Booth  (ground 

transportation  information) 

•  TDD  telephone  (information  booth) 
Mutual  of  Omaha  Travel  Insurance 

(self  service) 

•  Mailbox 

Nurseries/ Infant  changing  rooms 

•  Nurseries/Infant  changing  rooms 
Mutual  of  Omaha  Business 

Service  Center 
Lockers 

Shopping 

Benjamin  Books 
Duty  Free  Shoppers,  Inc. 
Duty  free  shop 
News  and  gift  shops 
News/Gifts 

Transportation 

•  Car  rental  booths 

•  Handicap  shuttle  service 

(info,  booth) 


•  Lower  level 


Terminal  D  Services 

•  Vending  machine 

•  Change  machine 

•  U.S.O.  Lounge 

•  State  Police 

•  Lost  and  Found  (State  Police) 

•  Medical  Station 

•  Smarte  Carte  rental 

B  

Terminal  E       Food  and  Beverages 

Concession  Air 
Port  of  Boston  Restaurant 
Port  of  Boston  Lounge 

•  Arieato  sushi  bar 

•  24  nr.  Au  Bon  Pain  &  cocktail  stand 
Food  court 

Au  Bon  Pain 

Boston  Common  Bar  &  Grill 
Sbarro  Italian  Eatery 
Seafood  Shop 
Haagen  Dazs  Ice  Cream 

Services 

•  BayBank  ATM 

(banking,  foreign  currency,  ATM) 

•  Vending  machines 

•  Smarte  Carte  rentals 

•  Travelers'  Aid 

•  Mutual  of  Omaha  Travel  Insurance 

(self  service) 

•  Meegan  Hotel  Reservation  Service 

•  Public  Information  Booth  (ground 

transportation  information) 

•  TDD  telephone  (information  booth) 

•  Mailbox 

•  Stamp  machine 

•  Lockers 

Enclosed  walkway  to  Central  Parking 

•  Hotel  reservations  phone  board 

Shopping 

Duty  Free  Shoppers,  Inc. 
Duty  Free  Snop 
News/Gift  Shop 

Transportation 

•  Car  rental  booths 

•  Handicap  shuttle  service 

(info,  booth) 

For  Ground  Transportation 
information  and  assistance,  call 
1-800-23-LOGAN,  24  hours. 


•  Lower  level 
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